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ONTARIO COLLEGES OF APPLIED ARTS AND TECHNOLOGY 
CREDENTIALS VALIDATION SERVICE 
 
APPLICATION FOR PROGRAM VALIDATION 
 
 
This proposal will be sent to MTCU for Approval for Funding  __X___YES _____ NO 
 
 
1. College:  Fanshawe  
 
2. College contact person responsible for this proposal: 
    Name:  David Belford 
    Title:  Chair, Business Studies Division 
    Telephone:  452-4430  
    Electronic mail:  dbelford@fanshawec.ca 
 
3. Proposed Program Title:  Customer Service Fundamentals - Insurance 
 
4. Proposed Credential: (please indicate below) 
     Local Board Approved Certificate  
    Ontario College Certificate XX 
    Ontario College Diploma  
    Ontario College Advanced Diploma  
    Ontario College Graduate Certificate  
 
5. Proposed Program Outcomes: 
    Please complete and attach the two Program Maps (Appendix A - Form 1 and Form 2) 
 
6. Proposed Program Description: 
    Please complete and attach the Program Description Form (Appendix B) 
 
7. Proposed Program Curriculum: 
    Please complete and attach the Program Curriculum Form (Appendix C) 
 
  
8. Date of Submission: May 29, 2006 
 
9. Date of CVS Response: May 29, 2006 
 
10. Validation Decision: 
     Proposal Validated (APS Number: FANS 01251  ) 
     Proposal not Validated. Reason: 
__________________________________________________________________________________ 
__________________________________________________________________________________ 
 
Signed on behalf of CVS: 
                                                             Tim Klassen 
Send the completed form and required appendices to:  klassen@collegecvs.on.ca  For detailed information on how to complete the Application for 
Program Validation, please refer to the Instructions for Submission document. For any additional information contact: College Credential Validation 
Service, 655 Bay Street, Suite 400, Toronto, ON M5G 2K4; or by telephone at (416) 596-8799 
  
 
 
ONTARIO COLLEGES OF APPLIED ARTS AND TECHNOLOGY 
CREDENTIALS VALIDATION SERVICE 
 
APPENDIX A - PROGRAM MAPS 
 
(Vocational Program Outcomes & Essential Employability Skills Outcomes) 
 
Vocational Program Learning Outcomes: 
 
Form 1(attached) is provided to assist you in mapping your proposed program vocational learning outcomes against 
existing vocational outcomes found in either Provincial Program Standards or in Provincial Program Descriptions. 
 
Where there is a relevant Provincial Program Standard, the approved Vocational Learning Outcomes must appear in 
the first column, followed by your proposed program vocational learning outcomes.  
 
Where there are no Provincial Program Standards, the first column will contain program outcomes from the 
Provincial Program Description. Again, your proposed program vocational learning outcomes will be added in the 
middle column.  
 
NOTE: Both these types of documents can be obtained from staff at the CVS or at the Colleges Branch, MTCU. 
 
The last column will contain a list of the relevant curriculum proposed in your program to address the outcome in a 
manner that ensures the graduate will have reliably demonstrated the required skill or ability. Course numbers or 
course codes, corresponding to those provided in your list of courses (Appendix C), are sufficient in this column. 
 
Essential Employability Skills Outcomes: 
 
A mapping of the Essential Employability Skills (EES) will be done on Form 2 (attached).  
 
The instructions / requirements for this map are the same as for the Vocational Program Map. The first three 
columns contain the approved skill categories, the defining skills, and the EES learning outcomes. The last column 
  
will contain the proposed curriculum (as listed in Appendix C) that will ensure the meeting of these outcomes. 
 
 
 
  
 
 
ONTARIO COLLEGES OF APPLIED ARTS AND TECHNOLOGY 
CREDENTIALS VALIDATION SERVICE 
 
APPENDIX A - PROGRAM MAPS 
Form 1 - Vocational Program Outcomes 
 
 
PROPOSED PROGRAM VOCATIONAL LEARNING OUTCOMES 
 
COURSE TITLE / COURSE CODE 
 
1. Discuss the economic and social importance of general 
insurance. 
 
 
COMM-1023 -- BUSINESS COMMUNICATION 
MKTG-1012 -- PRINCIPLES OF MARKETING I 
ECON-1002 – ECONOMICS 
 INSR-1001 -- FUNDAMENTALS OF INSURANCE 
BUSI-1066 -- CUSTOMER SERVICE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
LICENSING PREPARATION FOR BROKERS & AGENTS 
 
2. Define insurance terms and recognize the basic elements of 
property /casualty insurance policies and documents. 
 
 
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
LICENSING PREPARATION FOR BROKERS & AGENTS 
 
3. Assist in completing an application for personal lines insurance 
and calculate the appropriate premium using a rating manual. 
 
 
ACCT-1004 -- PRINCIPLES OF ACCOUNTING 1 
MATH-1052 -- BUSINESS MATH 
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
COMP-1332 -- INFORMATION MANAGEMENT 
  
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
LICENSING PREPARATION FOR BROKERS & AGENTS 
  
 
 
PROPOSED PROGRAM VOCATIONAL LEARNING OUTCOMES 
 
COURSE TITLE / COURSE CODE 
 
4. Apply the marketing techniques used by insurance companies, 
brokers and agents. 
 
COMM-1023 -- BUSINESS COMMUNICATION 
MKTG-1012 -- PRINCIPLES OF MARKETING I 
ECON-1002 -- ECONOMICS  
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
COMP-1332 -- INFORMATION MANAGEMENT 
BUSI-1066 -- CUSTOMER SERVICE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
 
5. Perform a variety of data management tasks using word 
processing, spreadsheet and other industry specific software, 
and organize data into an effective presentation format. 
 
 
ACCT-1004 -- PRINCIPLES OF ACCOUNTING 1 
COMM-1023 -- BUSINESS COMMUNICATION 
MATH-1052 -- BUSINESS MATH 
COMP-1332 -- INFORMATION MANAGEMENT 
BUSI-1066 -- CUSTOMER SERVICE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
ADMN-1011 -- ADMINISTRATIVE PROCEDURES & STRATEGIES 
LICENSING PREPARATION FOR BROKERS & AGENTS 
 
6. Apply basic accounting principles in measuring, identifying and 
recording transactions.  
 
 
ACCT-1004 -- PRINCIPLES OF ACCOUNTING 1 
MATH-1052 -- BUSINESS MATH 
COMP-1332 -- INFORMATION MANAGEMENT 
  
 
 
PROPOSED PROGRAM VOCATIONAL LEARNING OUTCOMES 
 
COURSE TITLE / COURSE CODE 
 
7. Outline all functional areas of the insurance industry. 
 
 
 
 
ECON-1002 -- ECONOMICS  
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
LICENSING PREPARATION FOR BROKERS & AGENTS 
 
8. Enhance the effective operation of the workplace through the 
application of administrative skills. 
 
 
ACCT-1004 -- PRINCIPLES OF ACCOUNTING 1 
COMM-1023 -- BUSINESS COMMUNICATION 
MKTG-1012 -- PRINCIPLES OF MARKETING I 
MATH-1052 -- BUSINESS MATH 
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
COMP-1332 -- INFORMATION MANAGEMENT 
BUSI-1066 -- CUSTOMER SERVICE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
ADMN-1011 -- ADMINISTRATIVE PROCEDURES & 
STRATEGIES 
LICENSING PREPARATION FOR BROKERS & AGENTS 
 
9. Apply general insurance practices in accordance with relevant 
professional, legal and ethical standards. 
 
 
COMM-1023 -- BUSINESS COMMUNICATION 
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
BUSI-1066 -- CUSTOMER SERVICE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
ADMN-1011 -- ADMINISTRATIVE PROCEDURES & 
STRATEGIES 
LICENSING PREPARATION FOR BROKERS & AGENTS 
 
  
 
 
ONTARIO COLLEGES OF APPLIED ARTS AND TECHNOLOGY 
CREDENTIALS VALIDATION SERVICE 
 
APPENDIX A - PROGRAM MAPS 
Form 2 - Essential Employability Skills Outcomes 
 
 
SKILL CATEGORIES 
 
DEFINING SKILLS 
Skill areas to be 
demonstrated by the 
graduates 
 
ESSENTIAL EMPLOYABILITY 
SKILLS OUTCOMES 
The graduate has reliably 
demonstrated the ability to: 
 
 
 
COURSE TITLE / COURSE CODE  
 
COMMUNICATION 
 
 Reading 
 Writing 
 Speaking  
 Listening 
 Presenting 
 Visual Literacy 
 
Communicate clearly, 
concisely, and correctly in the 
written, spoken, and visual 
form that fulfils the purpose 
and meets the needs of the 
audience. 
 
All Courses 
 
 
 
Respond to written, spoken, or 
visual messages in a manner 
that ensures effective 
communication. 
 
All Courses 
 
 
 
NUMERACY 
 
 Understanding and 
applying mathematical 
concepts and 
reasoning 
 
Execute mathematical 
operations accurately. 
 
 
 
ACCT-1004 -- PRINCIPLES OF 
ACCOUNTING 1 
MATH-1052 -- BUSINESS MATH 
ECON-1002 – ECONOMICS 
  
 
SKILL CATEGORIES 
 
DEFINING SKILLS 
Skill areas to be 
demonstrated by the 
graduates 
 
ESSENTIAL EMPLOYABILITY 
SKILLS OUTCOMES 
The graduate has reliably 
demonstrated the ability to: 
 
 
 
COURSE TITLE / COURSE CODE  
 Analysing/ using 
numerical data 
 Conceptualizing 
ADMN-1011 -- ADMINISTRATIVE 
PROCEDURES & STRATEGIES 
  
 
 
SKILL CATEGORIES 
 
DEFINING SKILLS 
Skill areas to be 
demonstrated by the 
graduates 
 
ESSENTIAL EMPLOYABILITY 
SKILLS OUTCOMES 
The graduate has reliably 
demonstrated the ability to: 
 
 
 
COURSE TITLE / COURSE CODE  
 
CRITICAL THINKING  
 
& PROBLEM  
 
SOLVING 
 
 
 
 Analysing 
 Synthesizing 
 Evaluating 
 Decision-making 
 Creative and 
innovative thinking 
 
Apply a systematic  
 
approach  
 
to solve problems. 
 
All Courses 
 
 
Use a variety of thinking skills  
 
to anticipate and solve  
 
problems. 
 
All Courses 
 
 
INFORMATION 
MANAGEMENT 
 
 Gathering and 
managing 
information 
 Selecting and using 
appropriate tools and 
technology for a task 
or a project 
 Computer literacy 
 Internet skills 
 
Lcate, select, organize, and 
document information using 
appropriate technology and 
information systems. 
 
 
ACCT-1004 -- PRINCIPLES OF ACCT 1 
COMM-1023 -- BUSINESS COMMUNICATION 
COMP-1332 -- INFORMATION MGMT 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
ADMN-1011 -- ADMINISTRATIVE PROCEDURES & 
STRATEGIES 
   
Analyse, evaluate, and 
apply relevant information 
from a variety of sources. 
 
 
MKTG-1012 -- PRINCIPLES OF MARKETING I 
ECON-1002 -- ECONOMICS  
INSR-1001 -- FUNDAMENTALS OF INSURANCE 
COMP-1332 -- INFORMATION MGMT 
BUSI-1066 -- CUSTOMER SERVICE 
INSR-3013 -- ESSENTIALS FOR BROKERS/AGENTS 
ADMN-1011 -- ADMINISTRATIVE PROCEDURES & 
STRATEGIES 
LICENSING PREP FOR BROKERS & AGENTS 
  
 
 
SKILL CATEGORIES 
 
DEFINING SKILLS 
 
Skill areas to be  
 
demonstrated by the  
 
graduates 
 
ESSENTIAL EMPLOYABILITY  
 
SKILLS OUTCOMES 
 
The graduate has reliably  
 
demonstrated the ability to: 
 
 
 
COURSE TITLE / COURSE CODE  
 
INTER-PERSONAL 
 
 Team work 
 Relationship 
management 
 Conflict resolution 
 Leadership 
 Networking 
 
Show respect for the diverse 
opinions, values, belief 
systems, and contributions of 
others. 
 
All Courses 
 
 
   
Interact with others in groups 
or teams in ways that 
contribute to effective 
working relationships and 
the achievement of goals. 
 
 
All Courses 
 
 
PERSONAL 
 
 
 
 
 
 
 Managing self 
 Managing change 
and being flexible 
and adaptable 
 Engaging in reflective 
practices 
 Demonstrating 
personal responsibility 
 
 
Manage the use of time and 
other resources to complete 
projects. 
 
 
 
 
All Courses 
 
 
 
Take responsibility for one’s  
 
own actions, decisions, and  
 
consequences. 
All Courses 
 
 
 
  
 
 
ONTARIO COLLEGES OF APPLIED ARTS AND TECHNOLOGY 
CREDENTIALS VALIDATION SERVICE 
 
APPENDIX B - PROGRAM DESCRIPTION 
 
 
PROGRAM DESCRIPTION:  
 
Business – Insurance, Customer Service Fundamentals 
 
This one year certificate program is designed to give students an overview of business and insurance 
theory and practice with a focus on customer service and distribution systems.  Graduates of the 
program will be prepared to work in an insurance brokerage, agency or direct writer’s office in an 
entry level, customer service capacity.  Students may be able to obtain their General Insurance 
Essentials certificate from the Insurance Institute of Canada, subject to passing the national 
examinations; and may be eligible to write their RIBO or OTL licensing exams upon graduation.  
Graduates of the one-year certificate program may be eligible to complete the two year Business – 
Insurance Diploma program to upgrade their skills and increase their marketability. 
 
 
VOCATIONAL PROGRAM LEARNING OUTCOMES:  
 
The graduate has reliably demonstrated the ability to: 
 
1. Discuss the economic and social importance of general insurance. 
2. Define insurance terms and recognize the basic elements of property/casualty insurance 
policies and documents. 
3. Assist in completing an application for personal lines insurance and calculate the appropriate 
premium using a rating manual. 
4.  Apply the marketing techniques used by insurance companies, brokers and agents. 
5. Perform a variety of data management tasks using word processing, spreadsheet and other 
industry specific software, and organize data into an effective presentation format. 
6. Apply basic accounting principles in measuring, identifying and recording transactions.  
7. Outline all functional areas of the insurance industry. 
8. Enhance the effective operation of the workplace through the application of administrative 
skills. 
9. Apply general insurance practices in accordance with relevant professional, legal and ethical 
standards. 
 
 
ADMISSION REQUIREMENTS: 
An Ontario Secondary School Diploma or Grade 12 Equivalency, or mature student status, or an 
acceptable combination of related work experience and post-secondary education (as determined 
  
by the college). 
  
 
 
ONTARIO COLLEGES OF APPLIED ARTS AND TECHNOLOGY 
CREDENTIALS VALIDATION SERVICE 
 
APPENDIX C - PROGRAM CURRICULUM 
 
 
Semester 
 
Course Code 
 
Course Title (and brief course description) 
 
1 
 
ACCT-1004  
 
PRINCIPLES OF ACCOUNTING 1 
The course introduces the student to the subject of Accounting 
and is designed to take them through the accounting 
bookkeeping cycle, including knowledge of:  
- the accounting profession and how to analyze and record 
business transactions  
- worksheet, adjusting & closing entries & preparation of financial 
statements  
- accounting for merchandising operations  
- internal controls involving cash including bank reconciliations 
and petty cash 
 
1 
 
COMM-1023  
 
BUSINESS COMMUNICATION 
This course is designed to establish a foundation for business 
communication through the development of writing, editing, 
reading and basic computer skills. The student will plan, write, edit 
and format material for production of work-related documents 
such as letters, memos, and short reports. 
 
1 
 
MKTG-1012  
 
PRINCIPLES OF MARKETING I 
This course is designed to provide an overview of the decisions 
that face Marketers in today's fast-paced and competitive 
business environment. Students will learn that marketing is not only 
advertising but a broad set of activities designed to satisfy 
consumer needs and wants. Students begin by examining the 
information Marketers require for effective decision-making in 
order to develop effective marketing strategies. Students will then 
study product planning, channel system management, 
integrated communications and pricing policies. 
 
  
 
 
Semester 
 
Course Code 
 
Course Title (and brief course description) 
 
1 
 
MATH-1052  
BUSINESS MATH 
This course provides a review of basic arithmetic and algebra 
as well as providing students with mathematical tools and 
concepts needed for other college courses and in future 
employment. This course is to prepare students for later courses 
in Business, Finance and Accounting. 
 
1 
 
BUSI-1060  
 
STRATEGIES FOR SUCCESS 
This course presents and helps to develop some of the skills 
required to achieve college and career success with specific 
application to the unique demands of business programs. Areas 
of focus include: career direction, time management, note-
taking from texts and lectures, study skills, report planning and 
writing, test preparation strategies, and managing college life. 
 
1 
 
ECON-1002  
 
ECONOMICS I 
Economics I is an introductory microeconomics course which 
covers a broad curriculum of microeconomic principles. 
Students will study the foundations of economic choice, market 
pricing, consumer behaviour, business decision making, market 
structure and policy development in a small open economy 
like Canada. 
 
2 
 
INSR-1001 
 
FUNDAMENTALS OF INSURANCE 
The objective of this course is to introduce students to the 
principles and practice of insurance by: showing the multi-
faceted nature of the insurance business; dealing with risk and 
how insurance responds to it; looking briefly at some of the law 
that deals with insurance; introducing many of the terms and 
practices commonly encountered in the business; and outlining 
the basic policy coverages for automobile and property 
insurance. 
 
2 
 
COMP-1332 
 
INFORMATION MANAGEMENT 
An introduction to computer applications is undertaken in its 
relation to finance, accounting, and general business practices 
focusing mainly on the ICDL (International Computer Driver’s 
License) curriculum. Fundamental computing topics include an 
overview information technology and its integration into society, 
using computers and printers, file management, and using the 
Internet for research, business, and leisure. Specific applications 
include MS Word and MS Excel. The contents of lessons and 
projects simulate situations that one might encounter in the real 
world business environment 
  
 
 
 
Semester 
 
 
Course Code 
 
 
Course Title (and brief course description) 
 
2 
 
BUSI-1066  
 
CUSTOMER SERVICE 
This course covers the concepts and skills needed for success in 
today's business environment including verbal and non-verbal 
communication, listening skills, and time management.  
Emphasis is placed on dealing with customer service problems, 
how to handle conflicts and stress and service in a diverse 
culture. 
 
2 
 
INSR-3013  
 
ESSENTIALS FOR BROKERS/AGENTS 
This course is an overview of insurance business practices from 
the broker's perspective. It is a skills-based course concentrating 
on the needs of personal lines clients and small commercial 
risks. The course introduces the broker as an insurance 
intermediary, studying the skills that a typical broker will use to 
perform effectively. The major product lines and common 
policy transactions handled by a broker are also examined. 
 
2 
 
ADMN-1011  
 
ADMINISTRATIVE PROCEDURES & STRATEGIES 
This course emphasizes the interaction of people, equipment, 
and procedures in the business office. Students learn job 
functions that are common to most offices and methods in 
which specific skills are applied to accomplish these  
tasks. The ability to use these skills enable the student to adapt 
to the changing office environment and to solve business 
problems. Topics include customer service, telephone 
techniques, scheduling, mail processing, filing,  
business travel, meetings, computer concepts, and 
employment search strategies. 
 
2 
 
INSR-0000 
 
LICENSING PREPARATION FOR BROKERS & AGENTS 
This course will help to prepare students to write their RIBO or 
OTL licensing exams.  The material covered will include licensing 
requirements, travel insurance and professional code of ethics.  
The actual exam must be arranged and paid for by the student 
upon completion of the course. 
 
